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DEPARTMENT  OF  THE  TREASURY 

Comptroller  of  the  Currency 

Draft  Consumer  Program 

agency:  Comptroller  of  the  Currency,  a 
Bureau  of  the  Department  of  the 
Treasury. 

action:  Draft  consumer  program 
required  by  Executive  Order  12160. 


SUMMARY:  In  accordance  with  the 
Department  of  the  Treasury’s  Consumer 
Program  Plan  and  Executive  order  No. 
12160,  the  Office  of  the  Comptroller  of 
the  Currency  (OCC)  is  issuing  a  draft 
consumer  program  which  provides  for 
the  consideration  of  consumer  needs 
and  interests  at  all  levels  of  decision¬ 
making.,  In  order  to  be  certain  that 
consumer  needs  are  addressed 
adequately,  the  agency  requests 
comments  from  the  public  on  this 
proposed  consumer  program. 

DATE:  Comments  must  be  received  on  or 
before  July  23, 1980. 

ADDRESS:  Written  comments  should  be 
addressed  to;  Director,  Customer 
Programs  Division,  Comptroller  of  the 
Currency,  490  L’Enfant  Plaza  East,  S.W., 
Washington,  D.C.  20219, 

FOR  FURTHER  INFORMATION  CONTACT: 
Coreen  S.  Arnold,  Senior  Compliance 
Examiner — Fair  Lending,  Office  of  the 
Comptroller  of  the  Currency, 
Washington,  D.C.20219,  (202)  447-1600. 
SUPPLEMENTARY  INFORMATION:  The 
Office  of  the  Comptroller  of  the 
Currency  (OCC)  is  charged  with  the 
responsibility  of  enforcing  compliance 
with  state  and  federal  consumer 
protection  laws  and  regulations  as  they 
apply  to  national  banks.  The  OCC  began 
reviewing  its  operating  procedures  to 
determine  their  effectiveness  in 
addressing  the  needs  of  consumers 
during  1973.  A  task  force  prepared 
recommendations  to  the  Comptroller  for 
fulfilling  the  obligations  of  the  Office  to 
consumers.  That  resulted  in  the 
establishment  of  a  Consumer  Affairs 
Division,  which  was  announced  in 
March  1974  and  became  operational  in 
September  1974.  The  Consumer  Affairs 
Division  was  established  to  gather  and 
provide  information  in  the  area  of 
consumer  banking,  and  to  ensure  that 
the  rights  and  interests  of  consumers 
were  considered  and  protected. 

Since  that  time  the  OCC  has  been 
continually  updating  and  improving  its 
consumer  program  in  a  number  of  ways: 
consumer  complaints  are  logged  in. 
tracked  and  analyzed  through  a 
computerized  system;  a  consumer 
compliance  examination  program  has 
been  established  to  enable  the  OCC  to 


perform  comprehensive  on-site 
examinations;  a  dialogue  has  been 
undertaken  with  consumer  and  public 
interest  groups  and  industry;  and  a 
meaningful  interagency  liaison  has  been 
established  with  other  enforcement 
agencies. 

The  consumer  program  outlined  below 
represents  the  OCC’s  response  to  the 
changing  needs  of  consumers  and  its 
efforts  to  address  those  needs  by 
providing  services  for  consumers, 
encouraging  consumer  participation  in 
policy  decisions  and  disseminating 
information  to  benefit  consumers. 

Consumer  Program  Reforms 

In  the  1978-1979  reorganization  of  the 
OCC,  consumer  affairs  activities  were 
expanded  and  restructured  into  three 
divisions  headed  by  the  Deputy 
Comptroller  for  Customer  and  • 
Community  Programs. 

I.  Consumer  Affairs  Perspective 

Office  of  Customer  and  Community 
Programs 

The  professional  staff  of  consumer 
affairs  personnel  within  the  OCC  are  in 
the  Office  of  Customer  and  Community 
Programs.  The  Office  of  Customer  and 
Community  Programs  has  three 
operating  divisions.  Those  divisions  are 
staffed  with  professional  consumer 
affairs,  civil  rights,  and  community 
development  personnel.  The  Deputy 
Comptroller  for  Customer  and 
Community  Programs  oversees  all 
activities  of  those  divisions  and  also 
serves  as  an  advisor  to  the  OCC  Policy 
Group  of  senior  level  officials  who  make 
decisions  on  all  agency  rules,  policies, 
programs  and  regulations. 

The  Office  of  Customer  and 
Community  Programs  is  directly 
accountable  to  the  Senior  Deputy 
Comptroller  for  Policy,  who  also 
supervises  the  OCC’s  activities  in 
research,  regulations  analysis,  and 
review  of  corporate  applications,  and  is 
a  member  of  the  OCC  Policy  Group.  The 
Deputy  Comptroller  for  Customer  and 
Community  Programs  interacts  directly 
with  the  Comptroller  of  the  Currency 
and  the  Senior  Deputy  Comptroller  for 
Policy. 

The  Office  of  Customer  and 
Community  Programs,  through  its  three 
operating  divisions,  interacts  with  and 
provides  input  into  all  OCC  operating 
functions,  including  bank  supervision 
and  enforcement,  corporate 
applications,  staff  training  and 
education,  legislative  recommendations 
and  special  projects.  The  Deputy 
Comptroller  for  Customer  and 
Community  Programs,  in  cooperation 
with  division  directors,  assigns 


appropriate  division  staff  members  to 
participate  in  the  development  and 
review  of  rules,  policies,  programs  and 
regulations  at  formal  and  informal 
meetings  and  through  written 
memorandums.  The  Deputy  Comptroller 
is  assisted  in  the  coordination  and 
management  of  the  Office  of  Customer 
and  Community  Programs  by  an 
Assistant  Deputy  Comptroller.  The 
Deputy  Comptroller  for  Customer  and 
Community  Programs  is  the  consumer 
affairs  representative  in  the  devision¬ 
making  process  at  the  senior  level  of  the 
organization.  The  staff  members  of  the 
Office  of  Customer  and  Community 
Programs  have  no  additional 
responsibilities  other  than  the  consumer 
affairs  activities  described  below. 

The  three  divisions  which  comprise 
the  Office  of  Customer  and  Community 
Programs  are  as  follows: 

Customer,  Community,  and  Fair  Lending 
Examinations  Division 

This  division,  established  as  the 
Consumer  Affairs  Division  in  1974  and 
later  known  as  the  Consumer 
Examination  Division,  is  responsible  for 
the  coordination  of  all  examination- 
related  activities  in  the  areas  of 
consumer,  community  and  fair  lending. 
Those  activities  include  examining 
national  banks  for  compliance  with 
consumer  protection,  civil  rights  and 
community  reinvestment  legislation. 

Primary  activities  of  this  division 
include,  but  are  not  limited  to: 

(A)  Writing  and  updating  the 
consumer  examination  handbook, 
including  explanations  of  laws, 
examination  objectives  and  examination 
procedures. 

(B)  Designing  consumer  examination 
curriculum  material  for  schools  for 
National  Bank  Examiners  and  Assistant 
National  Bank  Examiners. 

(C)  Designing  the  portions  of  the 
National  Bank  Examiner  commissioning 
test  which  deal  with  consumer 
examinations. 

(D)  Reviewing  and  analyzing 
consumer  examination  reports. 

(E)  Tracking  consumer  examination 
activity  and  national  bank  compliance 
through  a  computerized  reporting 
system,  the  Consumer  Examination 
Information  System  (CEIS). 

(F)  Responding  to  consumer 
complaints  received  in  the  Washington 
Office. 

(G)  Monitoring  consumer  complaints 
received  in  Washington  and  the  14 
regionals  offices. 

(H)  Evaluating  national  bank 
compliance  activities  through  a  review 
of  examinations  and  complaints  and 
determining  which  banks  require  greater 
scrutiny  through  special  investigation. 
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(I)  Maintaining  liaison  with  regional 
staff,  particularly  with  Regional 
Directors  for  Customer  and  Community 
Programs,  regarding  examination 
questions. 

(J)  Participating  in  interagency 
activities  to  ensure  uniformity  in  the 
regulation  and  examination  of  financial 
institutions. 

(K)  Educating  public  interest  and 
banking  groups  about  compliance 
responsibilities  through  meetings, 
conferences  and  seminars. 

(L)  Providing  input  into  agency 
decisions  on  policy  involving 
examination  functions. 

(M)  Administering  a  computerized 
Fair  Housing  Home  Loan  Data  System 
(FHHLDS). 

The  Customer,  Community  and  Fair 
Lending  Examinations  Division  is 
staffed  by  a  director  and  eight 
professionals  who  are  knowledgeable  in 
all  areas  of  consumer,  community  and 
fair  lending  laws  and  in  the  examination 
function  and  consumer  complaint 
resolution  process.  In  addition,  field 
examiners  serve  in  this  division  on  a 
rotating  basis.  The  division  also 
includes  two  financial  interns  and  three 
full-time  clerical  assistants.  Two  analyst 
professionals  and  one  clerical  assistant 
will  be  added  to  the  division  in  early 
1980  to  implement  the  new  computerized 
Fair  Housing  Loan  Data  System.  In  total, 
the  division  provides  for  18  full-time 
staff  positions. 

The  Deputy  Comptroller,  in 
cooperation  with  the  division  director, 
assigns  division  staff  to  participate  in 
internal  and  interagency  task  forces  and 
working  groups.  Presently,  staff 
members  of  the  Customer,  Community 
and  Fair  Lending  Examinations  Division 
serve  on  the  following  project  groups  of 
the  Federal  Financial  Institutions 
Examination  Council  Task  Force  on 
Consumer  Compliance:  Consumer 
Examiner  Training:  Civil  Rights: 
Electronic  Funds  Transfer;  Prescreening; 
and  Regulation  Z  Compliance 
Uniformity.  In  addition,  the  Deputy 
Comptroller  for  Customer  and 
Community  Programs  selects  division 
staff  members  to  attend  meetings  with 
key  agency  officials  and  to  prepare 
written  comments  on  proposals  as 
needed. 

Customer  Programs  Division 

This  division  was  established  in  1978 
and  should  become  fully  operational  in 
1980.  The  Customer  Programs  Division  is 
primarily  responsible  for  providing  input 
into  policy  decisions,  maintaining 
liaison  with  outside  groups  and 
developing  consumer  and  civil  rights 
programs  which  are  not  implemented 
through  the  examination  process. . 


Consumer  education  is  an  important 
aspect  of  these  responsibilities. 

Primary  activities  of  this  division 
include,  but  are  not  limited  to: 

(A)  Initiating  OCC  programs  and 
policies  in  consumer  affairs  and  civil 
rights.  That  includes  providing  ongoing 
input  into  the  activities  of  the  Office  of 
Customer  and  Community  Programs  and 
contributing  to  general  policy 
development  on  issues  such  as  OCC 
initiatives  on  regulations  or  positions  on 
legislation. 

(B)  Developing  programs  to  inform 
and  educate  national  bank  customers 
regarding  their  legal  rights  and  remedies 
and  how  to  best  utilize  banking  services. 

(C)  Developing  and  maintaining 
relationships  with  outside  groups 
including  consumer,  community,  civil 
rights  and  housing  groups;  federal  and 
state  agencies;  and  banking  industry 
groups;  informing  them  about  OCC 
activities  and  soliciting  their  views  and 
recommendations.  That  includes 
attending  and  sponsoring  meetings  and 
conferences,  and  maintaining  ongoing 
liaison. 

(D)  Writing  reports,  speeches,  position 
papers,  draft  regulations.  Congressional 
testimony,  etc.,  as  needed,  to  report  on 
OCC  activities  or  to  convey  OCC 
positions  on  policy  matters  in  consumer 
and  civil  rights  fields. 

(E)  Participating  in  activities  with 
other  financial  regulatory  agencies 
involving  consumer  affairs  and  civil 
rights,  including  cooperating  with  other 
financial  regulatory  agencies  as  well  as 
agencies  such  as  the  Department  of 
Housing  and  Urban  Development,  the 
Justice  Department,  the  Federal  Trade 
Commission,  the  White  House 
Consumer  Affairs  Office,  etc. 

(F)  Providing  information  and 
guidance  to  Regional  Directors  for 
Customer  and  Community  Programs  to 
encourage  and  facilitate  regional  office 
liaison  with  consumer  and  civil  rights 
groups. 

The  Customer  Programs  Division 
includes  six  full-time  staff  positions. 
When  fully  staffed  in  1980,  the  division 
will  include  a  director,  three 
professional  customer  program 
specialists  and  two  clerical  assistants. 

Community  Development  Division 

This  division  was  established  in  1979 
in  response  to  the  changing  direction  of 
government  policy  and  to  encourage 
public/private  interaction  and 
participation  in  promoting  community 
development.  The  Community 
Development  staff  is  experienced  and 
has  been  trained  to  provide  technical 
assistance  to  national  banks  in 
promoting  community  lending  and 
development  programs.  Division  staff 


also  serve  as  liaison  with  the  banking 
community.  State  and  local  officials, 
federal  agencies,  neighborhood/ 
community  groups,  business 
organizations  and  other  parties 
interested  in  community  development. 

Primary  activities  of  this  division 
include,  but  are  not  limited  to: 

(A)  Promoting  dialogues  and  working 
partnerships  among  State  and  local 
officials,  bankers,  regulators  and 
community  groups  at  the  local  level. 

(B)  Providing  information  to  all 
national  banks  on  methods  of  increasing 
their  community  lending  activities. 

(C)  Monitoring  federal  government 
programs  to  facilitate  effective  national 
bank  participation. 

(D)  Analyzing  bank  initiatives  in 
urban  and  rural  lending  to  identify  key 
factors  in  successful  efforts. 

(E)  Sponsoring  research  and 
conferences  to  improve  the  state-of-the- 
art  on  major  community  reinvestment 
issues. 

(F)  Reviewing  OCC  policies  and 
practices  to  maximize  the  agency’s 
ability  to  encourage  community  lending 
and  reinvestment  efforts  while 
considering  the  safety  and  soundness  of 
the  banks  and  banking  system. 

(G)  Coordinating  and  overseeing 
activities  of  the  Commercial 
Reinvestment  Task  Force,  which  is 
comprised  of  the  major  business  and 
urban  development  agencies  and  the 
financial  regulatory  agencies.  The  Task 
Force  was  convened  by  the  Comptroller 
of  the  Currency  to  develop  a  model  for 
increasing  private  financial  institution 
support  for  neighborhood  commercial 
reinvestment. 

(H)  Reviewing  and  providing  technical 
assistance  to  national  banks  that  want 
to  establish  community  development 
corporation  subsidiaries,  and  monitoring 
their  activities. 

The  Community  Development 
Division  is  presently  staffed  by  a 
director  and  four  professionals  trained 
in  community  development.  A 
temporary  community  development 
assistant  and  three  clerical  assistants 
also  provide  staff  support.  Two 
additional  professional  positions  will  be 
filled  by  community  development 
specialists  in  the  area  of  bank  financing 
and  business  development.  In  total,  the 
division  provides  for  11  full-time  staff 
positions. 

The  Deputy  Comptroller  for  Customer 
and  Community  Programs,  in 
cooperation  with  the  division  director, 
assigns  division  staff  members  to 
internal  and  interagency  task  forces  and 
working  groups,  to  attend  meetings  with 
key  agency  officials  and  to  make  written 
comments  on  proposals,  as  necessary. 
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Special  Assistant  for  Civil  Rights 

The  Office  of  Customer  and 
Commimity  Programs  also  has  created  a 
staff  position  of  Special  Assistant  for 
Civil  Rights  with  direct  access  to  the 
Deputy  Comptroller  for  Customer  and 
Community  Programs. 

Primary  activities  of  the  Special 
Assistant  include,  but  are  not  limited  to: 

(A)  Overseeing  and  coordinating  OCC 
efforts  to  comply  with  the  terms  of  the 
settlement  agreement  for  National 
Urban  League,  et  al.  vs.  Office  of  the 
Comptroller  of  the  Currency,  et  al. 

(B)  Providing  ongoing  input  into  the 
activities  of  the  three  operating 
divisions  of  the  Office  of  Customer  and 
Community  Programs  as  they  affect  civil 
rights  matters. 

(C)  Initiating  programs  and  policy 
changes  to  strengthen  OCC’s  overall 
responsiveness  to  civil  rights  issues. 

(D)  Acting  as  OCC’s  primary 
representative  in  liaison  with  civil  rights 
organizations. 

(E)  Performing  and  coordinating 
special  projects  in  the  civil  rights  area. 

Regional  Directors  for  Customer  and 
Community  Programs 

The  consumer  affairs  activities  of  the 
OCC  are  coordinated  in  each  of  the  14 
regional  offices  by  the  Regional  Director 
for  Customer  and  Community  Programs. 
Each  Regional  Director  supervises  and 
directs  all  consumer,  civil  rights  and 
community  reinvestment  activities  of  the 
OCC  within  a  region,  including  the 
consumer  examination  program,  Fair 
Housing  and  other  investigations, 
community  development  programs  and 
educational  programs.  Assistance  in 
handling  consumer  complaints  is  also 
provided  by  the  Regional  Director.  The 
Regional  Director  serves  as  the  local 
OCC  representative  with  public  interest 
and  banking  industry  groups  in  the 
regions.  The  Regional  Director  also 
coordinates  and  supervises  training 
programs,  updates  consumer  examining 
materials  and  monitors  the  resolution  of 
consumer  complaints. 

Consumer  Examiners 

Professional  consumer  affairs 
personnel  are  trained  at  the  field 
examiner  level  to  perform  examinations. 
A  separate  career  path  for  consumer 
examiners  has  been  established  to 
enable  field  examiners  who  express  an 
interest  in  consumer  compliance  to 
pursue  careers  as  specialists.  The 
consumer  career  path  offers  consumers 
specialization  while  allowing  career 
development  equal  to  that  of 
commercial  examiners.  Once  a 
consumer  examiner  has  been 
commissioned  as  a  National  Bank 


Examiner,  increased  specialization  and 
greater  opportunities  to  advance  are 
available.  The  OCC  believes  that 
specialization,  especially  at  high  career 
levels,  contributes  to  obtaining  a  highly 
competent  field  force  in  consumer  and 
fair  lending  examinations.  The  Human 
Resources  Division  of  the  OCC  is 
responsible  for  classifying  and 
establishing  qualification  standards  for 
positions  which  include  significant 
consumer  affairs  duties. 

11.  Consumer  Participation 

The  Office  of  the  Comptroller  of  the 
Currency  provides  a  number  of  ways  for 
consumers  to  participate  in  the  review 
of  OCC  rules,  policies  and  programs. 
That  participation  has  been 
accomplished  at  various  stages  of  the 
decision-making  process.  When  rules, 
policies  and  programs  are  first 
developed,  meetings  with  consumer 
representatives  are  held  to  obtain 
information  concerning  the  appropriate 
direction  for  OCC  activities. 
Participation  continues  through  personal 
contact  by  OCC  representatives  with 
consumer  groups  and  through  the  review 
of  consumer  complaints  to  determine 
whether  current  policies  and  procedmes 
are  adequately  addressing  consumer 
needs  and  interests.  Proposed  OCC 
rules  are  published  for  comment  in  the 
Federal  Register.  Final  rules  are  again 
published  for  further  comment  and  may 
be  amended  if  consiuner  responses 
indicate  a  need  for  changes.  In  addition 
to  publication  in  the  Federal  Register, 
copies  of  OCC  rules  affecting  consumers 
are  distributed  widely  among  consumer 
representatives  to  solicit  their  views. 

The  Comptroller  of  the  Currency  is 
committed  to  consumer  participation  in 
OCC  policy  matters.  After  taking  office 
in  1977,  the  present  Comptroller  held 
public  meetings  at  which  he  sought  the 
advice  of  consiuners  representing 
numerous  interest  groups  on  their 
concerns  and  interests.  That  emphasis 
on  consumer  involvement  has  been 
continued  by  the  consumer  affairs  staff. 
Specifically,  the  Office  of  Customer  and 
Community  Programs  has  invited 
consumer  representatives  to  public 
forums  on  issues  such  as  new 
regulations  concerning  home  mortgage 
lending  and  community  reinvestment 
activities  of  national  banks;  the 
effectiveness  of  ciurrent  consumer, 
community  and  fair  lending  regulations; 
and  the  adequacy  of  OCC  enforcement 
of  those  regulations.  Suggestions  from 
consumers  were  also  solicited 
concerning  the  content  and  design  of  the 
OCC  Consumer  Complaint  Pamphlet. 

As  part  of  the  OCC  function  of 
chartering  national  banks  and  granting 
approval  for  branch  applications. 


consumer  concerns  are  normally 
considered  either  through  public 
hearings  or  written  comments  on  such 
applications.  Consumers  are  informed  of 
applications  through  notices  published 
in  local  newspapers.  If  consumers 
protest  bank  charter  or  branch 
applications,  hearings  may  be  conducted 
to  enable  consiuners  to  voice  their 
opposition. 

The  Community  Reinvestment  Act 
(CRA)  provides  for  the  retention  of 
public  files  by  both  the  bank  and  the 
OCC  regional  office.  Comments  from 
consumers  on  the  manner  in  which  a 
national  bank  is  servicing  its  conununity 
are  included  in  the  public  files.  The  OCC 
is  responsible  for  encouraging  national 
banks  to  help  meet  the  credit  needs  of 
their  local  communities  and  for 
assessing  banks’  performances  in 
serving  those  needs.  That  assessment  is 
considered  whenever  a  national  bank 
requests  approval  for  certain  corporate 
activities,  such  as  establishing  a  new 
branch.  During  the  regular  consumer 
examination,  examiners  review 
consumer  comments  and  consider  them 
in  evaluating  the  bank’s  performance 
under  CRA.  Community  representatives 
may  request  that  they  be  notified 
whenever  a  particular  national  bank 
files  an  application  for  new  banking 
privileges.  That  service  is  provided  fi'ee 
of  charge.  Community  representatives 
may  also  request  meetings  with  the  OCC 
to  voice  protests  regarding  such 
applications  or  at  any  time  to  discuss 
generally  a  bail’s  performance  in 
meeting  community  credit  needs.  Such 
meetings  may  be  held  in  the  local 
community. 

A  computerized  Consumer 
Examination  Information  System  (CEIS) 
allows  continuous  review  of  national 
bank  compliance  with  consumer, 
community  and  fair  lending  laws.  Bank 
compliance  and  corrective  action  are 
monitored  and  general  compliance 
problems  are  analyzed  to  determine 
areas  that  require  greater  scrutiny 
through  special  investigation. 

Computerized  data  generated  by  the 
Consumer  Complaint  Information 
System  (CCIS)  are  periodically  analyzed 
to  identify  recurring  consumer  problems 
and  complaints  which  indicate  a  need 
for  revised  or  additional  rules,  polices 
and/or  programs.  The  OCC  includes  in 
the  CCIS  any  written  requests  for  advice 
on  consumer  laws  or  regulations. 
Including  that  kind  of  input  in  the 
analysis  enables  the  OCC  to  keep 
abreast  of  the  changing  needs  and 
concerns  of  consumers. 

OCC  consumer  affairs  staff  members 
have  been  actively  involved  in 
consumer  outreach  activities  through 
their  participation  on  the  Interagency 
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Council  on  Citizen  Participation  and  the 
Consumer  Education  and  Information 
Liaison.  The  OCC,  upon  request,  assists 
consumer  organizations  in  educational 
conferences  and  seminars  across  the 
country.  The  Comptroller  has  contacted 
over  1,000  citizen  groups  offering  that 
service. 

OCC  ofhcials  from  held  examiners  to 
senior  level  officials  participate  in 
various  consumer  forums  and  meetings. 
The  number  and  location  of  forums  held 
to  facilitate  consumer  interaction  with 
agency  officials  cannot  be  determined 
because  they  are  held  as  necessary  at 
various  locations  across  the  country. 

ni.  Informational  Materials 

The  OCC  has  developed  informational 
materials  on  agency  responsibilities  and 
services,  procedures  for  consumer 
participation  and  marketplace 
information.  Those  materials  are 
assessed  for  accuracy,  completeness 
and  utility  on  an  as  needed  basis.  For 
example,  when  new  legislation  is  passed 
which  affects  OCC  enforcement  of 
consumer  rights,  the  Comptroller’s 
Handbook  for  Consumer  Examinations 
is  updated  to  reflect  current 
developments.  The  handbook  is 
available  to  consumers  who  request 
subscriptions. 

In  1977  the  Comptroller  determined 
that  there  was  a  need  to  develop  a 
consumer  complaint  pamphlet  to  inform 
consumers  who  did  not  have  access  to 
information  about  OCC  responsibilities 
and  the  methods  of  obtaining  assistance 
with  problems  encountered  in  national 
banks.  After  soliciting  input  from 
consumers,  banks  and  other  regulatory 
agencies,  a  complaint  pamphlet  was 
developed  by  the  OCC  in  1978  to  better 
inform  consumers  of  their  rights  to  file 
complaints  with  the  OCC  and  of  the 
appropriate  method  to  follow  in  filing  a 
complaint.  The  pamphlet  was  forwarded 
to  all  national  banks  (under  cover  of 
OCC  Banking  Circular  No.  101), 
consumer  organizations.  Members  of 
Congress  and  federal  and  state 
regulatory  agencies.  National  banks  are 
encouraged  to  order  supplies  of  the 
pamphlet,  at  no  cost  and  to  display 
them  in  their  lobbies.  National  banks 
are  not  required  to  use  the  pamphlet 
because  many  banks  have  designed 
their  own  complaint  pamphlets  and 
prefer  to  resolve  complaints  internally 
before  the  consumer  contacts  the  OCC. 
Copies  of  the  Consumer  Complaint 
Pamphlet  are  available  through  the 
OCC.  The  pamphlet  briefly  describes  the 
supervisory  function  of  the  OCC, 
outlines  the  necessary  steps  to  Hie  a 
formal  complaint,  and  gives  a  short 
synopsis  of  consumer  and  fair  lending 
legislation  to  enable  the  consumer  to 


determine  what,  if  any,  rights  may  have 
been  violated.  Any  general  information 
requests  which  normally  go  through  the 
Communications  Division  and  which 
indicate  that  a  consumer  may  be 
confused  or  dissatisfied  with  the 
activities  of  a  national  bank  receive  a 
response  including  a  copy  of  the 
Complaint  Pamphlet. 

The  OCC  recently  undertook  a  review 
of  all  informational  and  educational 
materials  to  locate  and  remove  any 
racist  or  sexist  language  or  orientation. 
The  Comptroller  proposes  to  continue  to 
strenghten  the  assessment  process  after 
receiving  input  from  consumers  resulting 
from  publishing  this  proposed  consumer 
program. 

In  addition  to  developing  its  own 
materials,  the  OCC  largely  acts  as  a 
clearinghouse  for  consumer  requests  for 
informational  materials  on  specific 
topics.  The  OCC  forwards  brochures 
and  pamphlets  published  by  other 
agencies,  especially  the  Federal  Reserve 
Board  and  Federal  Trade  Commission, 
in  response  to  requests  for  information 
on  consumer  rights.  In  addition,  the 
OCC  has  prepared  and  distributed 
bibliographies  of  informational 
materials  available  on  all  aspects  of  the 
banking  marketplace. 

In  those  areas  where  recent 
regulations  have  been  promulgated  by 
the  OCC,  informational  materials  have 
been  developed.  For  example,  in 
response  to  the  OCC’s  fair  housing 
regulation,  effective  January  1, 1980,  the 
OCC  has  printed  an  informational 
booklet.  Fair  Housing  Home  Loan  Data 
System,  explaining  the  regulation.  That 
booklet  was  sent  to  numerous  consumer 
and  community  groups  as  well  as  to  all 
national  banks  and  bank  examiners. 
After  extensive  research,  a  current 
mailing  list  of  interested  citizen  groups 
has  been  prepared.  That  list  is 
continually  updated.  A  slide  show 
presentation  concerning  the 
computerized  Fair  Housing  Home  Loan 
Data  System  and  the  new  regulation  has 
also  been  prepared.  The  OCC  intends  to 
make  the  slide  show  available  to 
interested  consumer  and  community 
groups  to  inform  them  of  OCC  activities, 
and  to  banking  groups  to  explain  the 
system. 

In  response  to  the  Community 
Reinvestment  Act  of  1977  and  OCC 
regulations  pursuant  to  the  Act,  the 
Community  Development  Division  has 
prepared  the  Program  Guidebook  to 
Help  Meet  Community  Credit  Needs. 
That  guidebook  is  designed  to  encourage 
contact  and  cooperation  between 
community  groups  and  banks  to  assist 
banks  in  helping  to  meet  local 
community  credit  needs.  The  booklet 
contains  descriptions  of  local,  state  and 


federal  government  programs  in  which 
banks  may  participate,  and  also 
includes  affirmative  marketing  programs 
to  inform  potential  bank  customers  and 
local  community  groups  of  available 
bank  credit  and  services.  The  guidebook 
has  been  mailed  to  banks,  examiners 
and  interested  community  groups.  The 
Comptroller  believes  that  we  can  best 
fulfill  our  responsibility  by  encouraging 
meaningful  dialogue  between  national 
banks  and  the  customers  that  they 
serve. 

The  OCC  staff  members  primarily 
responsible  for  the  consumer 
information  program  are  those  in  the 
three  operating  divisions  of  the  OfHce  of 
Customer  and  Community  Programs. 

The  OCC,  in  conjunction  with 
interested  agencies,  is  considering 
developing  a  high  school  curriculum 
covering  basic  banking  services  which 
could  be  made  available  to  high  schools 
through  the  state  extension  services. 
Such  an  innovative  approach  is  an 
attempt  to  prevent  consumer  problems 
rather  than  to  resolve  problems  after  the 
fact,  when  they  have  become 
complaints.  The  OCC  believes  such 
programs  could  benefit  the  banking 
public,  banks  and  regulators  by  reducing 
problems  arising  from  consumer-bank 
misunderstandings  and  thereby 
requiring  fewer  resources  to  handle 
consumer  complaints. 

Constituent  groups  which  should 
receive  informational  materials  were 
analyzed  in  1979.  Special  interest 
groups,  particularly  those  representing 
low-income  individuals,  have  been 
included  on  a  computerized  mailing  list. 
Because  the  Comptroller  saw  a  need  to 
inform  members  of  the  public  about  the 
responsibilities  and  activities  of  the 
OCC.  the  list  will  be  used  for  routine 
mailing  of  all  informational  materials 
which  are  of  interest  to  consumers. 

Among  the  outreach  methods  used  by 
the  OCC  that  are  considered  most 
effective  are  printed  brochures  and 
other  publications;  slide  presentations; 
video  tapes;  television  or  radio  public 
service  announcements;  and 
participation  in  public  outreach 
programs,  such  as  workshops,  seminars, 
public  hearings,  press  conferences,  press 
releases,  public  speaking  by  agency 
personnel,  articles  in  periodicals  or 
journals  and  curriculum  development. 

The  OCC  Office  of  Customer  and 
Community  Programs  has  undertaken 
continuous,  affirmative  efforts  to 
improve  communication  with  consumer, 
community,  fair  housing  and  civil  rights 
groups  by  inviting  them  to  meet  with 
OCC  representatives,  regularly  mailing 
them  information  on  OCC  activities,  and 
participating  in  their  meetings  and 
conferences.  The  Deputy  Comptroller  for 
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Customer  and  Community  Programs  has 
committed  the  resources  of  the  three 
operating  divisions  within  the  Office  of 
Customer  and  Community  Programs  to 
expand  and  improve  programs  to 
educate  consumers  about  using  banking 
institutions  and  their  rights  under  the 
law. 

The  OCC  has  largely  concentrated  its 
information  efforts  toward  the  agency 
mission  of  examining  national  banks 
and  processing  consumer  complaints. 
Broader,  long  range  goals  of  consumer 
outreach  programs  are  included  in 
OCC's  budget  and  planning  process  so 
that  developing  informational  materials 
is  in  function  of  consumer  affairs 
personnel.  As  a  result,  evaluation  of 
performance  under  the  OCC  plan  will  be 
routinely  considered  in  the  area  of 
consumer  information. 

IV.  Education  and  Training 

Since  1976,  the  OCC  has  provided 
specialized  training  to  bank  examiners 
covering  the  provisions  of  consumer, 
community  and  fair  lending  laws  and 
examining  procedures  to  monitor 
compliance  with  such  laws.  At  least  six 
2-week  consumer  examiner  training 
schools  have  been  conducted  each  year. 
To  date,  well  over  1,000  examiners  have 
been  trained.  Representatives  of  trade 
associations,  consumer  groups  and  other 
federal  and  state  regulatory  agencies 
have  attended  those  schools.  Regional 
update  schools  are  conducted  several 
times  a  year  to  ensure  that  examiners 
are  kept  abreast  of  changes  in  agency 
policy  and  consumer  developments.  In 
December  1979,  the  Customer, 
Community  and  Fair  Lending 
Examinations  Division  began  an  ongoing 
series  of  consumer  orientation  schools 
for  senior  level  commissioned  field 
examiners  and  regional  office  personnel 
who  were  not  exposed  to  the  consumer 
examination  training  program. 

The  Deputy  Comptroller  for  Customer 
and  Community  Programs  will  be 
responsibile  for  educating  OCC 
personnel  about  Executive  Order  No. 
12160  as  well  as  the  Treasury  and  OCC 
Consumer  Programs.  The  educational 
process  will  be  carried  out  through 
briefing  sessions  and  circulation  of  the 
Order  and  related  materials  to  OCC 
employees.  Significant  changes  in  the 
structure  or  procedures  of  the  OCC 
consumer  program  will  be 
communicated  to  staff  members  in  the 
same  manner. 

Training  of  consumer  affairs 
personnel  to  ensure  compliance  with  the 
Order  will  be  the  responsibility  of  the 
Deputy  Comptroller  for  Customer  and 
Community  Programs.  Training  in 
specific  topics  will  be  provided,  as 
needs  indicate,  in  the  areas  of  complaint 


handling,  consumer  participation 
procedures  and  preparation  of 
information  materials  for  consumer. 
Particular  emphasis  will  be  placed  on 
the  need  for  improvement  in  consumer 
participation  procedures.  Training  will 
not  only  be  provided  to  consumer  affairs 
personnel  but  also  to  staff  in  other 
operating  divisions  whose  activities 
should  receive  input  from  consumers. 
The  Deputy  Comptroller  for  Customer 
and  Community  Programs  will  consult 
with  division  directors  to  determine 
their  needs  in  obtaining  such  education. 

The  OCC  is  committed  to  providing 
technical  assistance  to  consumers  and 
their  organizations.  Assistance  will  be 
provided  through  the  three  operating 
divisions  of  the  Office  of  Customer  and 
Community  Programs.  The  Customer, 
Community  and  Fair  Lending 
Examinations  Division  will  answer 
technical  and  procedural  questions 
prompted  by  consumer  inquiries.  That 
division  will  also  provide  information  on 
examination  activities  through  public 
speaking  engagements  with  public 
interest  groups.  The  Customer  Programs 
Division  will  provide  technical 
assistance  to  consumers  through  the 
development  of  outreach  educational 
programs  concerning  consumer’s  legal 
rights  and  ways  of  using  banking 
services  to  the  consumer’s  best 
advantage.  The  Community 
Development  Division  will  provide 
technical  assistance  to  community 
groups  in  developing  and  facilitating 
national  bank  participation  in  such 
programs.  That  division  will  also  seek  to 
promote  dialogues  between  community 
members  and  national  banks  and  will 
act  as  a  liaison  to  provide  information  to 
all  national  banks  on  methods  for 
increasing  their  community  lending 
activities. 

Technical  assistance  will  be  provided 
to  consumers  and  community 
organizations,  when  requested,  after 
considering  the  needs  and  resources  of 
those  organizations  or  consumers.  The 
Deputy  Comptroller  for  Customer  and 
Community  Ifrograms  will  make  such 
determinations  after  consulting  with  the 
directors  of  the  three  operating 
divisions. 

V.  Complaint  Handling 

The  OCC  has  had  a  formalized 
consumer  complaint  program  since 
March  1974.  The  Customer,  Community 
and  Fair  Lending  Examinations  Division 
handles  all  consumer  complaints 
concerning  national  banks.  Consumer 
Complaint  Specialists  in  the  Washington 
and  14  regional  offices  are  responsibile 
for  the  expeditious  review  and 
resolution  of  complaints.  In  addition,  the 
Paralegal  Unit  of  the  Legal  Advisory 


Services  Division  in  Washington  and  the 
Regional  Counsels  of  the  14  regions 
provide  assistance  in  responding  to 
special  complaint  situations. 

Beginning  in  late  1978,  all  routine 
complaints  received  in  the  Washington 
office  were  referred  to  the  appropriate 
regions  for  handling.  The  Washington 
office  retains  responsibility  for  handling 
complaints  referred  by  Congress  and 
complaints  which  appeal  regional 
decisions.  This  revised  procedure  was 
established  to  increase  operating 
efficiencies  and  to  improve 
responsiveness  to  consumer  problems 
by  assigning  complaints  to  the  Regional 
Consumer  Complaint  Specialist  in  the 
region  where  the  bank  involved  is 
located. 

When  a  complaint  involves  an 
institution  other  than  a  national  bank, 
the  complaint  is  logged  and  forwarded 
to  the  appropriate  federal  or  state 
supervisory  agency  for  action.  The  . 
complainant  is  notified  of  where  the 
complaint  was  forwarded  and  the  file  is 
closed  at  the  OCC. 

The  Comptroller  of  the  Currency  has 
made  a  concerted  effort  to  heighten 
public  awareness  of  the  OCC 
responsibility  to  investigate  complaints. 
The  Consumer  Complaint  Pamphlet 
developed  by  the  Comptroller  in  1978 
provides  information  to  consumers 
concerning  their  rights  to  Hie  complaints 
with  the  OCC  and  the  appropriate 
method  to  follow  in  filing  a  complaint. 
The  Consumer  Complaint  Pamphlet 
encourages  consumers  to  Hrst  attempt  to 
resolve  any  problems  directly  with  the 
bank.  If  the  bank  fails  tor  provide  a 
satisfactory  resolution,  the  consumer  is 
advised  to  send  in  the  attached  postage 
paid  envelope  to  the  appropriate  OCC 
regional  office.  The  pamphlet  provides 
the  consumer  with  name  and  address 
information  and,  therefore,  the  OCC 
believes  it  substantially  reduces 
resolution  time. 

Consumer  complaints  must  be 
received  in  writing  to  initiate  a  formal 
investigation.  Most  telephone  and  walk- 
in  inquiries,  however,  are  acknowledged 
and  are  responded  to  without  awaiting  a 
formal  written  complaint.  Such 
complaints  are  recorded  and  tabulated 
separately  and  are  resolved  in 
accordance  with  their  nature  and 
complexity. 

Written  complaints  are  reviewed  and 
a  Consumer  Complaint  Notification 
(CCN)  card  is  completed.  The  CCN  card 
facilitates  tracking  the  complaint  once  it 
enters  the  Consumer  Complaint 
Information  System  (CCIS)  and  ensures 
that  the  complaint  is  acknowledged  in  a 
timely  manner.  The  CCN  card  contains 
the  following  information;  name  of 
complainant,  address,  date  of  complaint. 
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date  complaint  was  received  by  OCC, 
complaint  code,  notiHcation  source 
code,  bank  name,  charter  number  of 
bank,  individual  assigned  to  the 
complaint,  and  region  in  which  bank  is 
located. 

The  CCIS  complaint  code  or 
categories  are  represented  by  foiir-digit 
numbers.  The  Hrst  digit  identiHes  the 
bank  function  (e.g..  deposits,  loans,  trust, 
etc.},  the  second  digit  identifies  the  type 
of  service  within  the  function  (e.g., 
checking  account,  certificate  of  deposit 
account,  IRA  or  Keogh  accounts,  etc.), 
and  the  last  two  digits  identify  the 
specific  aspect  of  the  banking  service 
which  is  the  subject  of  the  complaint 
(e.g.,  advertising,  payment  of  interest, 
check  cashing,  etc.).  The  detailed 
breakdown  of  complaint  categories  not 
only  provides  the  Customer,  Community 
and  Fair  Lending  Examinations  Division 
with  valuable  information  concerning  a 
bank’s  performance,  but  also  provides 
meaningful  input  about  the  problems 
and  concerns  of  consumers. 

Information  is  also  recorded  on  the 
CCN  card  to  reflect  interim 
correspondence  to  and  from  the  bank. 
Once  a  complaint  is  logged  by  entering 
it  into  the  CCIS,  the  bank  is  contacted 
for  information  and  encouraged  to 
resolve  the  problem.  The  bank  is 
requested  to  provide  the  OCC  with 
copies  of  any  correspondence 
concerning  resolution  of  the  complaint 
sent  to  the  consumer.  Once  a  complaint 
is  resolved,  the  date  of  resolution, 
resolution  code,  any  refund  amount  and 
other  comments  are  entered  into  the 
system.  The  appropriate  resolution  code 
is  logged  into  the  CCIS  which  indicates 
the  file  is  closed. 

All  areas  of  the  complaint  handling 
process  are  monitored  to  ensure  that 
complaints  are  investigated  and 
responded  to  without  unnecessary 
delays.  When  a  complaint  does  not 
indicate  the  name  of  the  bank  or  if 
insufficient  information  is  provided,  a 
letter  is  sent  to  the  consumer  requesting 
the  information  needed.  If  a  complaint 
can  be  resolved  without  contacting  the 
bank  (which  happens  infrequently),  a 
letter  of  response  is  prepared  addressing 
the  complainant's  question(s). 

Whenever  a  bank  must  be  contacted 
for  its  response  and  any  substantiating 
evidence,  a  form  letter  is  sent  to  the 
bank  requesting  that  specific 
information  be  provided.  A  copy  of  the 
complainant's  letter  is  enclosed  in  the 
letter  to  the  bank.  Where  appropriate,  a 
special  letter  may  be  prepared 
requesting  further  information  or 
comment  concerning  a  particular 
situation. 

The  bank’s  response  to  OCC's  letter  is 
reviewed  to  determine  whether  the  bank 


has  sufficiently  addressed  the 
problem(s)  involved  in  the  complaint  If 
the  Consumer  Complaint  Specialist 
deems  the  bank’s  response  satisfactory, 
a  final  response  to  the  complainant  is 
drafted  and  mailed  to  the  consumer.  If 
the  bank’s  reply  does  not  provide 
sufHcient  response  or  if  review  of 
applicable  laws  indicates  that  the  bank 
is  in  violation  of  any  law,  another  letter 
is  sent  to  the  bank.  That  letter  will  ask 
that  more  speciHc  information  be 
provided,  or.  if  the  bank  is  in  apparent 
violation,  will  note  the  area  of 
noncompliance,  request  corrective 
action,  and  address  the  adverse  effects 
of  noncompliance.  When  appropriate,  a 
telephone  call  may  replace  die  second 
letter  to  the  bank  to  help  expedite 
resolution.  The  complainant  may  be  sent 
a  status  report  explaining  the  reason  for 
any  delay  and  the  status  of  completion. 
The  Hnal  response  to  the  complainant 
addresses  the  problem,  discloses  the 
results  of  the  investigation  and  states 
the  final  disposition. 

The  CCIS  allows  the  generation  of 
statistical  reports  and  analyses  of  trends 
and  issues  of  concern  to  consumers. 
Reports  received  at  mid-month,  monthly 
and  quarterly  intervals  contain  listings 
of  complaints  as  follows:  alphabetical 
and  numerical  listings  for  the  nation,  by 
region  and  by  bank;  complaint  listings 
by  region  and  person  assigned  to 
resolve;  listings  by  complaint  and 
resolution  code;  and  reports  of  pamphlet 
usage  and  reimbursement  amounts. 

The  OCC  Policy  Group  (senior  level 
officials)  receives  regular  reports 
generated  by  the  CCIS.  Those  reports 
include  information  on  consumer 
complaint  activity,  outstanding  or 
unresolved  consumer  complaints,  and 
complaints  received  through  use  of  the 
complaint  pamphlet. 

The  CCIS  is  continually  evaluated. 
Numerous  special  reports  and 
evaluations,  from  various  agency 
perspectives,  have  been  produced 
within  the  last  three  years.  Further,  the 
average  time  for  resolution  of 
complaints  has  consistently  decreased. 
The  quality  of  response  is  continually 
monitored  through  a  review  of 
resolutions  that  are  appealed. 

Oversight 

The  Comptroller  of  the  Currency  has 
designated  the  Deputy  Comptroller  for 
Customer  and  Community  I^ograms  as 
the  OCC  ofHcial  whose  sole 
responsibility  is  policy  direction  for,  and 
coordination  and  oversight  of,  OCC 
consumer  activities.  The  Deputy 
Comptroller  reports  to  the  Comptroller 
on  the  consumer  impact  of  policy 
initiatives.  The  Comptroller  consults 
with  the  Deputy  Comptroller  twice 


weekly  at  scheduled  metings  and  as 
needed  concerning  specific  matters. 
Input  concerning  consumer  issues  is 
provided  on  a  day-to-day  basis  to  the 
Senior  Deputy  Comptroller  for  Policy. 
Agency  policy  initiatives  are  discussed 
at  OCC  Policy  Group  meetings  where 
the  Deputy  Comptroller  for  Customer 
and  Community  Programs  regularly 
provides  information. 

The  comptroller  of  the  Currency  is 
committed  to  considering  the  needs  and 
interests  of  consumers  in  all  levels  of 
decisionmaking.  The  Comptroller  will 
consider  all  comments  received  in 
response  to  this  draft  consumer  program 
before  adopting  a  final  program.  The 
Comptroller  of  the  Currency  will  provide 
personnel  and  resources,  where 
available,  to  the  Consumer  Affairs 
Council.  The  Deputy  Comptroller  for 
Customer  and  Commimity  Programs  will 
assign  such  personnel  and  resources  as 
may  be  necessary  and  available. 

Dated;  March  25, 1980. 

C.  F.  Muckenfuss  III, 

Senior  Deputy  Comptroller  for  Policy. 

Consumer  Response  Form  for  Executive 
Order  12160 

Dear  Consumer:  The  OfHce  of  the 
Comptroller  of  the  Currency  (OCC)  wants  to 
make  its  consumer  program  better  and  more 
responsive  to  you,  the  consumer.  We  would 
like  your  thoughts  and  suggestions  for 
improving  our  proposed  consumer  program. 
Please  help  us  by  answering  the  following 
questions: 

1.  Which  of  the  following  statements  best 
describes  you  interest  in  our  consumer 
program? 

[]  I  am  interested  in  it  as  an  individual 
consumer. 

[]  I  am  concerned  about  it,  because  I 
represent  a  public  interest  consumer 
group. 

[]  I  am  concerned  about  it,  because  I 
represent  a  private  company  or 
organization. 

2.  After  reading  about  our  consumer 
program,  do  you  think  you  understand  how  it 
works? 

[]  Yes,  it  is  clear  and  I  understand  it. 

[j  Yes,  I  understand  most  of  it. 

[j  No,  much  of  it  is  not  clear  to  me. 

3.  Part  of  our  consumer  program  sets  up 
ways  for  consumers  to  help  us  make  policies 
and  rules.  Do  you  feel  our  program  makes  it 
easier  for  you  to  participate? 

(]  Yes 

- 

4.  Our  proposed  consumer  program  outlines 
how  we  plan  to  get  information  out  to 
consumers.  How  adequate  do  you  think  our 
plan  is? 

|]  It  seems  adequate. 

[j  It  is  not  adequate. 

Why? - 

5.  We  want  to  make  it  easy  for  consumers 
to  bring  their  problems  to  our  attention.  Our 
proposed  program  tells  how  we  intend  to 
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handle  complaints  from  consumers.  How 
good  is  our  plan? 

(]  Adequate. 

Not  adequate, 
hy? 


01! 


6.  After  reading  our  proposed  consumer 
program,  do  you  know  whom  or  which  office 
in  the  OCC  to  contact  if  you  have:  A 
complaint? 

[]  Yes. 

UNO. 

A  general  question  about  the  agency? 
u  Yes. 

UNO. 

A  question  about  how  to  take  part  in 
agency  proceedings? 

[]  Yes. 

IJNo. 

7.  Do  you  know  who  or  which  office  in  the 
OCC  speaks  for  the  consumer? 

(1  Yes. 

UNO. 

Any  suggestions  for  improvement? - 


8.  Do  you  have  any  suggestions  for 
improving  our  consumer  program? 
IJNo. 

(1  Yes,  in  the  following  areas: 
Consumer  participation - 


Informational  materials 
Complaint  handling  — 


9.  Other  comments  or  suggestions?  (Use 
additional  pages,  if  necessary.) 


(Your  name) 


(Your  address) 


(City,  state,  zip) 

Send  this  form  directly  to:  Director, 
Customer  Programs  Division,  Comptroller  of 
the  Currency,  490  L'Enfant  Plaza  East,  S.W., 
Washington,  D.C.  20219 
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101-21 . 

. 22932 

Proposed  Rules: 

Ch.  Ill . 

. 24211 

14-3 . 

. 27793 

42  CFR 

Subchapter  C . . 

. 24878 

74 . 

. 26960 

110 . 

. 24352 

405 . 22933,  24838,  26699 

442 . 

. 22933 

489 . 

. 22933 

Proposed  Rules: 

74 .  25412,  26387,  27456 

122 . 

. 24511 

123 . 

. 24511 

405 .  25412.  25829,  26387, 

431 . 

27456 
. 22988 

460 . 

. 21657 

43  CFR 

7 . 

.  24471 

Proposed  Rules: 

17 . 

. 24074 

3800  . . 

. 27456 

Public  Land  Orders: 

2595  (Amended  by 

PL0  5715) . 

. 21248 

5653  (Revoked  by 
PLO  5716) . 

. 24890 

IV 
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5654  (Revoked  by 

PLO  5716) . 24890 

5712  (Corrected  by 
PLO  5717) . 25064 

5715  . 21248 

5716  . 24890 

5717  . 25064 

5718  .  25064 

44  CFR 

64  .  22941,  26049,  26331 

65  .  22942,  26051 

67 . 22024,  22027,  25798 

205 .  26052 

Proposed  Rules: 

67 .  22114,  22116,  22988, 

22994, 25831-25834, 26389 

45  CFR 

Ch.  1 . 22494 

Ch.  XIV . 22494 

Ch.  XV . 22494 

100b . 22648 

lOOd . 22634 

116a . 22654 

116d . 22660 

119  . 22680 

120  .  22680 

123 .  23208 

123a . 23208 

123b . 23208 

123c . 23208 

123d . 23208 

123e . 23208 

123f . 23208 

123g . 23208 

123h . 23208 

123i . 23208 

134 . 23602,  26960 

160b . 22690 

160c . 22702 

160f . 22730 

160g . 22742 

161b . 22750 

161c . 22742 

161e . 22758 

161f . 22764 

161g . 27880 

161h . 22770 

1611 . 27388 

161m . 23200 

163 . 22702 

163a . 22702 

163b . 22702 

163c . 22702 

163d . 22702 

166 . 22776 

166a . 22776 

166b . 22776 

166c . 22776 

182 . 22803 

184 . 24040 

193 . 26914 

195 . 22690 

195a . 22690 

195b . 22690 

205 . 25397 

224 . 27420 

233 . 26960 

235 . 25397 

1050 . 25064 

1060 . 26712 

1501 . 26705 


Proposed.  Rules: 


Ch.  XI . 23473 

100a . 21303 

100b . 21303 

105 . 22806 

121d . 22806 

121e . 22806 

121f . 22806 

121h . 22806 

121k . 22806 

131  . 22806 

132  . 22806 

133  .  22806 

136 . 22806 

146 . 22806 

146a . 22806 

148 . 22806 

151 . 24070 

154  . : . 22806 

155  . 22806 

157  . 22806 

158  .  22806 

159  . 22806 

164 . ....22806 

169 . 22806 

172  . 22806 

173  . 22806 

179 . 22806 

182 . 22806 

182a . 22806 

185 . 25028 

191  . 22806 

194 .  22806 

197  . .,...22806 

198  .  22806 

1076 . 26102 

1300 .  23474,  26390 

1480 . 21657 

46  CFR 

30 .  23425,  25065 

33  . 24471 

34  . 22040 

35  . 24471 

56 . 26711 

71 . 24471 

75  . 24471 

76  .  22040 

78 . 24471 

91 . 24471 

94  . 24471 

95  . 22040 

97 . 24471 

160  . 24471 

162 .  22040 

167 . 22040 

189 . 24471 

192  . 24471 

193  . 22040 

196 . 24471 

221 . 21635 

308 . 22041 

525 . 25798 

530 . 25798 

540  . 23428 

Proposed  Rules: 

30 . 23475,  25083 

44 . 26722 

151 . 23475,  25083 

160 . 22116 

536 . 23708 

538 . 23708 

541  . 27457 


47  CFR 


0 . 22945,  25398,  25399 

2 . 24154 

15 . 24154 

22 .  25802 

64 .  26054 

73  . 21636-21638,  23430- 

23439, 25400, 25401 , 25806, 
25808, 26059, 26390, 26707 

74  . 26059 

76 . 23440 

81 . 27765 

Proposed  Rules: 

Ch.  1 . 26723 

2 .  21306,  21661,25412 

25844 

15 . 23478 

22 . 21306 

61 . 24212 

63 .  26724 

67 . 24212 

73 .  21661,23478-234830, 

24213-24214,25414,27794 

81 . 21661,  27795 

83 . 21661 

87 . 25415 

90 . ....25412,  25844 

94 . 27457 

97 . 25418 

.48  CFR 
Proposed  Rules: 

15 . 26984 

49 . 21306 


49  CFR 


1 . 26068 

23 . 23441 

71 . 25065 

192 . 23441 

215 . 26708 

395 . 22042 

571 . 22044 

575 . 23441,  23442 

635 . 26298  * 

1014 . 22945 

1033 . 21248-21255,  21639, 


21641, 21643,  22945, 23444- 
23447, 23690-23701, 24487, 
24890-24897, 25401, 25402, 
25810-25812,  26331,  26962- 
26966, 27441-27445 

1047 . 22948 

1100 .  26069 

1125 . 27445 


Proposed  Rules: 


Ch.  X . 26395 

172  . 25083 

173  . 25083 

177  . 25083 

178  . 25083 

179  . 25083 

192 . 22118 

258 . 26091 

260 .  26091 

325 . 22120 

531 . 24511 

571 . 24517 

613 . 26091 

640 .  22121 

1041 . 25419 

1057 . 26399,  27796 

1307 . .: 21662 

1310 . 21662 


50  CFR 


17 . 21828,  24088,  24904, 

27716 

21 . 25065 

23 . 22848 

26 .  21256,  22047,  25813, 

27449 

230 .  22948 

285 . 25814 

450  . 23354 

451  . 23354 

452  . 23354 

453  . 23354 

611 . 21256,  21845 

651  . 22949,  25403 

652  . 26966 

655  . 21845 

656  . 21256 

671 . 25815 

Proposed  Rules: 

Ch.  VI . 25844 

17 . 27457,  27723 

23 . 23370 

216 .  23002 

601 . .26402 

611 . 21307,  22121,22144, 

22121,25421,25845 

656  . 22144 

657  . 21307 

671 . 25421 
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V 


AGENCY  PUBLICATION  ON  ASSIGNED  DAYS  OF  THE  WEEK 


The  followjng  agetxaes  have  agreed  to  publish  all  This  is  a  voluntary  program.  (See  OFR  NOTICE 
documents  on  two  assigned  days  of  the  week  FR  32914,  August  6,  1976.) 

(Monday /Thursday  or  Tuesday/Friday). 


Monriay 

Tuesday 

W#<lnMctoy 

Thursday 

Friday 

DOT/SECRETARY 

USDA/ASCS 

DOT/SECRETARY 

USDA/ASCS 

DOT/COAST  GUARD 

USDA/ APHIS 

DOT/COAST  GUARD 

USDA/ APHIS 

DOT/FAA 

USDA/FNS 

DOT/FAA 

USDA/FNS 

DOT/FHWA 

USDA/FSQS 

DOT/FHWA 

USDA/FSQS 

DOT/FRA 

USDA/REA 

DOT/FRA 

USDA/REA 

DOT/NHTSA 

MSPB/OPM 

DOT/NHTSA 

MSPB/OPM 

DOT/RSPA 

LABOR 

DOT/RSPA 

LABOR 

DOT/SLSDC 

HEW/FDA 

DOT/SLSDC 

HEW/FDA 

DOT/UMTA 

DOT/UMTA 

CSA 

CSA 

Documents  normaily  scheduied  for  publication  on  Comments  on  this  program  are  still  invited, 
a  day  that  will  be  a  Federal  holiday  will  be  Comments  should  be  submitted  to  the 

published  the  next  work  day  followi^  the  Day-of-the-Week  Program  Coordinator.  Office  of 

holiday. 


REMINDERS 


The  ''reminders”  below  identify  documents  that  appeared  in  issues  of 
the  Federal  Register  15  days  or  more  ago.  Inclusion  or  exclusion  from 
this  list  has  no  legal  significance. 

Rules  Going  Into  Effect  Today  ^ 

HOUSING  AND  URBAN  DEVELOPMENT  DEPARTMENT 

Office  of  Assistant  Secretary  for  Housing — Federal 
Housing  Commissioner — 

19222  3-25-60  /  Mutual  Mortgage  Insurance  and  Insured  Home 

Improvement  Loans 

List  of  Public  Laws 

Last  Listing  April  17, 1980 

This  is  a  continuing  listing  of  public  bills  from  the  current  session  of 
Congress  which  have  become  Federal  laws.  The  text  of  laws  is  not 
published  in  the  Federal  Register  but  may  be  ordered  in  individual 
pamphlet  form  (referred  to  as  “slip  laws”)  from  the  Superintendent 
of  Documents,  U.S.  Government  IMnting  Office,  Washington,  D.C. 
20402  (telephone  202-275-3030). 

H.R.  6029  /  Pub.  L  96-236  Providing  for  the  implementation  of  the 
International  Sugar  Agreement,  1977,  and  for  other 
purposes.  (Apr.  22  1980;  94  Stat.  336)  Price  $1.00. 


the  Federal  Register,  National  Archives  arxf 
Records  Service,  General  Services  Administration, 
Washington,  D.C.  20408 


Just  Released 


CODE  OF  FEDERAL  REGULATIONS 

(Revised  as  of  January  1, 1980) 


Quantity  Volume  Price 


Title  10— Energy  $7.50 

(Parts  0  to  199) 

Title  12— Banks  and  Banking  6.00 

(Parts  1  to  199) 

Title  13— Business  Credit  and  Assistance  7.00 


Amount 
$ _ 


Total  Order  $ 


[A  Cumulative  checklist  of  CFR  issuances  for  1979  appears  in  the  back  of  the 
first  issue  of  the  Federal  Register  each  month  in  the  Reader  Aids  section.  In 
addition,  a  checklist  of  current  CFR  volumes,  comprising  a  complete  CFR 
set,  appears  each  month  in  the  LSA  (List  of  CFR  Sections  Affected). 1 


PLEASE  DO  NOT  DETACH 

MAIL  ORDER  FORM  To: 

Superintendent  of  Documents,  Government  Printing  Office,  Washington,  D.C.  20402 

Enclosed  find  $ .  (check  or  money  order)  or  chnrge  to  my  Deposit  Account  No . . 

Please  send  me . copies  of: 

PLEASE  FILL  IN  MAILING  LABEL 

BELOW  Street  address _ _ _ - _ 

City  and  State  _ _ ...... _ ....... - - - - - ........  ZIP  Code  _ _ 

FOR  PROMPT  SHIPMENT,  PLEASE  PRINT  OR  TYPE  ADDRESS  ON  LABEL  BELOW.  INCLUDING  YOUR  ZIP  CODE 

SUPERINTENDENT  OF  DOCUMENTS 
U.S.  GOVERNMENT  PRINTING  OFFICE 
WASHINGTON,  D.C.  20102 

OFFICIAL  BUSINESS 

Name _ _ 

Street  address 

City  and  State  _ _ _ _ ZIP  Code..._ _ _ 


POSTAGE  AND  FEES  PAID 
U.S.  GOVERNMENT  PRINTING  OFFICE 

375 

SPECIAL  FOURTH-CLASS  RATE 
BOOK 


FOR  USE  OF  SUPT.DOCS. 

_ Enclosed - 

To  be  mailed 

_ later _ 

_ Subscription _ 

Refund _ 

Postage _ .1 _ 

Foreign  handling _ 


